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Service Delivery Overview

November 2, 2014 — November 29, 2014

Total # Agencies Served: 77

Total # Employees Served: 52,514

Total calls received: 5038

Average Call Wait Time: 00:18

Total email requests received: 446

Total FAX requests received: 181

Number of Transactions processed by ESC: 6628
Total outbound contacts: 1707

Total tickets opened: 4331

Total tickets closed within 3 days: 4284

Total tickets remain open beyond 3 days: 51
% tickets remain open beyond 3 days: 1.18%

% of Employees served by the ESC: 11.7%

MassiHR

Delivering HR Services That Matter

Staffing as of Staffing as of
Area 11/29/2014 11/1/2014

Customer

Service/lntake 6 6
Customer

Service/Research 3 4
Processing &

Outreach 12 12
Analyst 0 1
Supervisor 3 3
Senior Staff 4 4
Total 28 30

Supported the Launch of the Phase 1 Hire Now!

Project

Source: ESC Avaya CMS & COMIT Reports, data from 11/02/2014 — 11/29/2014

) ) The Commonwealth of Massachusetts

=, *Note: “% of Employees served contacting ESC” does not account for repeat contacts (i.e., one employee calling multiple times).




SLA Targets and Actual I R
Performance Mass

Delivering HR Services That Matter

Will not exceed 3
minutes 90% of the
Average wait time — all inquiries time;

(Days operational) Will not exceed 2
minutes 50% of the
time

18 seconds 15 seconds

e

Average case resolution time — password resets and e-malil

updates 98% within 1 day 100% 100%
(Time owned by ESC)

Average case resolution time — inquiries and requests
(Time owned by ESC)

97.4% within 1 Day 97.6% within 1 Day
and 98.8% within 3 and 98.4% within 3
Days Days

75% within 1 day
90% within 3 days

Customer satisfaction

(Based on automated survey upon ticket closure. A minimum
of 20% must respond to survey in order for results to be
accepted as a valid sample of customer satisfaction.)

75% of customers rate | 93% rated good to 89% rated good to
overall satisfaction excellent excellent
good to excellent (0.061% responded) [ (0.054% responded)

= @ [

Percent of notification runs executed to completion:

o All: Reminder Report Time

o Employees: Unreported time - 15t & 2" notice

o Approvers: Unapproved reported time - 15t & 2" notice

o Agency HR/Payroll: Over/Under scheduled hours and
unapproved Payable Time notifications -1st & 2" notice

o Failsafe outreach to Agy. HR/PY and signatories

o Failsafe outreach to CTR and CHRO

il

95% 100% 100%

Secretariat ad hoc reports produced within established
timeframes:

o Simple*: 3 business days

° Complex*: 7 business days

90% 100% 100%

SLA reports produced on time according to predefined
schedule (see section 5.5)

I [
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Inbound Call Data MaSSI-R
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Abandoned Calls
Current Period |[Previous Period

SLA Metric Target Level November 2013

(11/2/14 to 11/29/14) |(10/5/14 to 11/1/14)

calls
Average wait time |, ,. Answered
age w Will not exceed 3 Shwndoned o
~allinquiries minutes 90% of o
. :18 seconds :15 seconds :17 seconds e
. the time
(Days operational)
— Total = 5038 calls
Wait Time, Call Volumes, & Abandonment Rates
o712 4 - 204E
wn 0829 = B ~S — roloza
8 05:45 - roE2 Z
< sz L 255 = Ticket Source
T oa0 ] F 128 3
£ ou9 Fes B FAX, 4.18%
E : = > x — F3z2 g VOICEMAIL, 0.37%
o onE SECI EMAIL, 10.23 \
02:10 (s = *\
o128 - L2 AIL, 0.16%
O3 L2 >
0000 7 11/02 - 11/08 11/08 - 11/15 11/18- 11/22 11/23- 11/28 ot WRLKUE. 0.02%
_— yET Time o012 oD:1s o025 o021
mm cverage Call Abandon Time 00:30 00:57 o102 00:53
Longest Wait Time 02:44 05:34 08:50 03115 PHONECALL, 85.0%
Average Call Time 03:46 03:53 03:35 03:50 ™
=i Call Volume 1258 12186 1438 1125
—i— Abandoned Calls 2B 30 45 3B

Total = 4331 tickets

Source: ESC COMIT & Avaya data from 11/2/2014 — 11/29/2014.
*E-mail tickets do not account for additional outreach to correct invalid employee e-mail addresses.

W ) The Commonwealth of Massachusetts




Inbound Inquiries by Secretariat MHSS"R

Delivering HR Services That Matter

EOHHS agencies represent the largest volume of inquiries to the ESC. CON, EOEEA, and
EOHHS represent the highest volume as a percent of employees served.

200 Inbound Inquiries by Secretariat
Toa
s00 [ & Nu=Tpdal )
00 11 1%701s
200 =1 EE o
00 W1 ESE01d
Jreia )
laa)
Nl e
COH Enu EOAMF EDEEA EQHED B0 PSS HD Il ]
S0%
o Average Weekly inquiries as a % of Total Employees Served
T
50%
0%
40%
0%
Z0%
an% — . : :
(2] EDANF ECLWD EDPSE D D Mor-ESC

Source: ESC COMIT data from 11/2/2014 — 11/29/2014. Average inquiries per employee is shown for comparison purposes and does not account for
repeat contacts (i.e., one employee calling multiple times).
*Non-ESC percentage factored from the total number of inquiries as there is no base population; Non-ESC represents SSTA and ePay/eProfile

\ employees not supported by ESC.

@) The Commonwealth of Massachusetts




MassiHR

Type Of IanIrIeS ReCGIVEd Delivering HR Services That Matter

Top Inquiry Classifications (Excluding Password Resets)

HTime Entry

M Direct Deposit

i Employee Information
E Reg Time

i Time Off

M Balance Inguiry

@) The Commonwealth of Massachusetts



ePay/eProfile Transactions

MasskHR
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Total ePay/eProfile Inquiries

Direct Deposit Pay Advice Employee W-3 Federal -4 State W-2
Information
Total ePay/eProfile Updates
120
100 -
Bﬂ -
Eﬂ u
q_u u
20 ) ,-/
ﬂ T 1
Employee Informaion Direct Deposit M-4 State W-4 Federal Suppress Pay Advice

g
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ePay/eProfile Transactions by
Secretariat MaSSI-R

Delivering HR Services That Matter

ePay/eProfile Transactions by Secretariat

160 +

140

120

B |nquires
100 4

B Updaes

&

B =
TN NN NSNS

20

) ) . L. A— A—
COM EDCLI EOAMF EQEEA EQHED EOHHS EOLW D ECOPSS JUD IND
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Direct Deposit-Prenote Outreach M&SS"R

Delivering HR Services That Matter

Direct Deposit - Prenote Outreach

M Failed EFT
M Failed Prenote

EOQOHHS EOPSS CON EQLWD

U The Commonwealth of Massachusetts
DY 10

&
%
)




Case Resolution Time

SLA Metric

MasskHR

Delivering HR Services That Matter

Current Period Previous Period

(10/5/14 — 11/1/14)

Previous Year
November 2013

(11/2/14 - 11/29/14)

Average case resolution time —
password resets and e-mail
updates

(Time owned by ESC)

98% within 1 day

Average case resolution time —
inquiries and requests
(Time owned by ESC)

75% within 1 day
90% within 3 days

100% 100% 100%

1 Day — 97.4%
3 Days — 98.8%

1 Day — 97.6%
3 Days — 98.4%

1 Day — 95.9%
3 Days —96.6%

Source: ESC COMIT data from 11/2/2014 — 11/29/2014
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Customer Satisfaction Survey Results MaSSI-R

Delivering HR Services That Matter

Current Period Previous Period

SESEUE (11/2/14 - 11/29/14) (10/5/14 — 11/1/14) MO S A0

80% of customersrate ~ 93% rated good to excellent 89% rated good to 98% rated good to excellent

S AR SEE R e overall satisfaction good excellent
to excellent
(Based on automated survey upon ticket closure.) (0.056 % response rate) (0.054 % response (2.1% response rate)
. rate)

How would you rate the quality of service you received from the

Employee Service Center? Selected Monthly Comments:
Good, 0% Fair, 6%

Poor, 0%

Very Good, 9% “I WAS SATISFIED WITH THE ASSISTANCE”
“No suggestions. They were much faster than expected.”
“It was perfect-nothing else needed.”

“Give us access to our previous weeks time”

How likely would you be to recommend the Employee Service

Centertoa colleague? “All updated versions of Internet Explorer to be compatible”
Likely to
recommend, . . i
3% Unlikely to Very courteous and helpful person. Resolved instantly and easy to

recommend,

0% understand.”

Would not
recommend,
0%

Source: ESC Customer Satisfaction Survey; survey link is provided on ticket closure notice and is voluntary. Survey results shown were
—m». collected between 11/2/2014 — 11/29/2014.
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Outbound Contact Percentages MaSSI-R

Delivering HR Services That Matter

Current Period Previous Period
(12/2/14 - 11/29/14) (10/5/14 - 11/1/14)

SLA Metric

Percentage of approvers contacted

with unresolved high exceptions . i
- . . 85% holiday/emergency leave 63.48% 70.75%
requiring ESC intervention for -
resolution:
Top Exceptions Pay Period 1 Top Exceptions Pay Period 2
200 250
250 - 200
200 150 -
150 4 100 -
100 -
50
50 -4
0 -
0 - L-Holiday exists but there  1-MNo Reported Time 2-Unapproved
2-Unapproved 1-No Reported Time 2-Underschedule areno 'Holiday' hours Reported/Payable Time
Reported/Payable Time reported

Source: ESC data from 11/2/2014 — 11/29/2014
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Outbound Exception Management Calls m
Outbound calls are made on a weekly basis when employees and approvers miss the deadlines for

time entry/time approval or when system generated exceptions appear on a timesheet. A % K
Y PP Y g P PP Delivering HR Services That Matter

EOHHS agencies represent the largest volume of outbound
calls from the ESC.

600 -
400 -
200 -
0 — e S -—
CON EDU EOANF EOEEA EOHED EOHHS EOLWD EOPSS IND JUD
m11/8/2014 6 0 7 150 3 400 4 5 15 0
m11/15/2014 0 4 6 41 0 163 0 1 0
m11/22/2014 13 0 7 104 11 442 4 17 3 4
m11/29/2014 1 1 108 186 1
Average weekly calls as a % of Employees Served
20%
18%
16% L~ B % of Employses Seread
14% "/ B Average % of Time Approvers Served
12% ¢
10%
8% b
6%
as; ’“:/
%
o5 ey  _axy il ol
CON ECANF EOLWD o

Source: : ESC Exception Management System data from 11/2/2014 — 11/29/2014. Average inquiries per employee is shown for
comparison purposes and does not account for repeat contacts (i.e., calling an employee multiple times).

The Commonwealth of Massachusetts
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Position Management MaSSI-R

Delivering HR Services That Matter

Total number of eForms processed by ESC: 565

Average eForm Turnaround Time (Days)
250
2.00
1.50
1.00
0.00 - T T T T
Correct HR/CMS Record Request Establish Mew Position Request Position Modification Request Reallocation Request Unflag Contracted Position
eForms Processed by Type per Secretariat
250 4
200 1 B Correct HR/CMS Record Request
W Establish New Position Request
150 -
= Position Modification Request
100 4 ® Reallocation Request
B Unflag Position Request
50 - W Unflag Contracted Position
O — — — [ — A
ECU ECAMNF ECQEEA ECHED ECHHS EOQOPS5 IND

Unflag Contract Position Requests are dependent on ANF Platform Approval

9 The Commonwealth of Massachusetts

Y,

%
5 S
AT

15



Review Schedule

Service Charter Scorecard

*Note: “Service Month” reporting periods are split by the closest pay period start and end dates to the beginning and end of the calendar

month.

_I§)) ) The Commonwealth of Massachusetts

MassiHR

Delivering HR Services That Matter

6/29/2014 7/26/2014 08/18/2013
7/27/2014 9/6/2014 9/10/2014
9/7/2014 10/04/2014 10/15/2014
10/5/2014 11/01/2014 11/12/2014
11/2/2014 11/29/2014 12/10/2014
11/30/2014 12/27/2014 1/14/2014
12/28/2014 1/24/2015 2/11/2015
1/25/2015 2/21/2015 3/11/2015
2/22/2015 4/4/2015 4/22/2015
4/5/2015 5/2/2015 5/20/2015
5/3/2015 5/30/2015 5/17/2015
5/31/2015 7/25/2015 8/12/2015

16



Appendix:
Agencies Served MaSSI lt

Delivering HR Services That Matter

AD0-Developrmental Disabilities Council 17 DOR-Department of Reverue 19m FCB-tazs Commizzion For The Blind 17
AGR-Department OF Agricultural Resources 03 CO5-Division OF Standards 22 FCD-Commission For The Deaf And Hard of Hearing )i
ALA-Administrative Law Appealz Division 36 DOT-Mazzachuzetts Department of Transportation 4608 MEC-Maszachuzetts Garning Cornnnigsion all
ANF-En Administration & Finance 339 DPH-Cepartment OF Public Health 3210 bl -Mazsachusetts Mational Guard 8042
APC-Appeals Court 122 CPS-Departrment OF Public Safety 10 kbdP-tdazzachusetts Marketing Partnership 23
ART-Mazs Cultural Council 30 CPU-Departrnent OF Public Uklities a2 MBC-tazs Rehabilitation Commizsion 935
ATB-Appellate Tax Board 22 055-Departrnent OF Children And Families 3600 [OCD-Dept OF Housing And Cornrmuniby 303
BLC-Board of Library Comissioners 23 0Y'S-Cepartment OF Youth Services 895 OHt-Mazsachuzetts Office On Dizability 13
BSB-Bureau OF State Buildings 15 EDU-E xecutive Office OF Education 0 OAI-Office For Refugees And Immigrants 21
CAD-Commizzion Against Dizcrimination 73 EEC-Departrnent OF Early Education ] DSC-Office OF The Cormptroller 145
CDA-Massachusetts Emergency Management Agency 97 EED-Executive Office OF Housing & Economic Developrment i D5S0-Divizion OF Operational Services 1]
CHE-Soldiers' Home | Mazzachuzetts 388 EHS-E xecutive Office of Health and Hurnan Services 1633 P&R-Farole Board 210
CHS-Departrnent of Criminal Justice [nformation Systerns 47 ELD-Departrnent OF Elder Affairs B2 POL-State Police 2602
CJT-Crirninal Justice Training Council 388 ENE-Department OF Energy Resources ] REG-Divizion OF Profeszional Licensure 127
ChE-Chief Medical Examiner 7 ENY-Executive Office OF Energy and Ervironmental Affairz 296 RGT-Departrnent OF Higher Education 79
CSC-Ciwil Service Commizsion 7 EOL-E xecutive Office OF Workforce Development 1434 SCA-Office OF Consumer Affairs And Business Regulations ]
CSW-Cornmigzion On Status OF Wornen 1 EPS-Executive Office OF Public Safety and Security 195 SDA-Sheriffz Department Azsociation 4
D4C-Dizabled Personz Protection Commizzion a0 E CE -Departrnent OF Environmental Protection 805 SE A-Department OF Business And Technology il
DCP-Capital Azzet Management 4nd Maintenance 461 Fiw'E -Departrent OF Fish And Game 3 SOR-Sex Offender Registry 46
DCR-Departrnent Conzervation And Recreation 11560 &5IC-Group Insurance Commizsion il SRB-State Reclamation Board 159
DFS-Departrnent OF Fire Services | HCF-Health Care Finance & Policy &7 TALC-Department OF Telecornrmunications 24
OkaH-Departrnent of kental Health 376 |HLY-Soldiers' Horne In Halyoke 380 TRB-Teachers Retirerment Board 98
DkAR-Health and Human Services B7E3 HPC-Health Palicy Commizsion 43 TRE-Office OF The State Treasurer 227
DOB-Divizion OF Banks 171 HRD-Hurnan Fezources Civizion 153 WE T-Departrnent OF Yeterans Service i3
DOC-Departrnent of Corrections B370 |ITD-nformation Techology Division 367 Wil A-Victim dnd Withesz Assistance "
DOE Departrnent OF Elermentary & Secondary Education 48 LIB-George Fingold Library 12 WEL-Departmnent OF Transitional Azsistance it
DOl-Division OF Insurance 1 LOT-Lattery And Garning Commission 409 Grand Total: hf22h

The Commonwealth of Massachusetts
17



Appendix: Inquiries by Agency MaSSI I{

Delivering HR Services That Matter

* Note: No inquiries were received for this service month from:

CAD CSC
CSW DAC
DOT EED
OHA TAC

VWA

F Ay

@ ) The Commonwealth of Massachusetts
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Tickets Forwarded to Agency HR
Payroll MaSSI-R

Delivering HR Services That Matter

25
20
15

10

5 -y o> -—L - —

0
EOANF EOEEA EOHHS EOLWD EOPSS IND
W 11/08/2014 3

m11/15/2014 1
m11/22/2014
m11/29/2014 1

5 1 Z

21 4
21 1

ol e
s}
(=

o

l@ The Commonwealth of Massachusetts
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Education Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

. Number of Tickets by Agency

14

12

10

B

&

4

: h

o

CE EDU EEC RGT

B 11/08/2014 10 [ 2 1
B 11/15/2014 4 2 7 2
H11/22/2014 14 1 10 1
W 11/729/2014 B 2 &

Inquiry Classifications

3
4 2

s B B B & 8 8 &

HR/CME Password Resets Time Entry Direct Deposit HR/CMSE Technical Esues

o

S
(&R

@ ) The Commonwealth of Massachusetts
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EOANF Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

B0
50
40
30
20
1o
. - - mlm . oa - ER e
ADD alA ANF ATE ESE oCP DOR GIC HPC HRD 1T LIE oD TRE
B 11/08/2014 2 5 1 2 41 23 1 1 10 1
B 11/15/2014 2 2 3 48 17 2 2 & 1 5 1
B 11/32/2014 T 2 35 4B 2 & 1 ]
B 11/79/2014 1 2z 5 1 43 22 2 z 1 ]
Inquiry Classifications
200
18D
1s0
140
120
100
BD
&0
40
20 E 7
[+]
HR/CWE Pazsword Ressts Time Entry Training & Mawvigation MHR Other

(5
%
(5 <
& k
g
&
5

i W

The Commonwealth of Massachusetts
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EOEEA Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

- Number of Tickets by Agency

BD

T0

&0

50

40

30

20

. _“___J__

. | - — il e
AGR FU EN ENW EQE FWE ZRE

u 11082014 2 T4 7 2 3 11 3 2
W 11/15/2014 2 76 & 1 (] r 5 4
N 11/22/2014 1 BS 10 3 ° 12 13
W 11/28/2014 2 T0 5 1 (] & 3 2

Inguiry Classifications

250
200
150
100
50
0 1z
o
Time Entry HR/CME Password Resets Time Off REE Time

T o 5

“

(5 e
2

l@ The Commonwealth of Massachusetts
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EOHED Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

14
12
10
B
&
4
: L Lk
o -
E ] (el Dos MRAP oo REG LA SEA
B 11082014 3 1] 1 1 B 1 3
B 11152014 3 Z B 3
= 131/23/2014 1 1 1 2 9 1 1
W 131/28/2014 1] 5 1 12 3
Inquiry Classifications
7O
&0
50
40
30
20
11
10 7
2 2
[+]
HR/CME Fassword Resets Time Entry Reg Time Direct Deposit Time Off

S )

S )
£ SR

@ The Commonwealth of Massachusetts
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EOHHS Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

w B BB OB

[ ]

CHE DhiH DMR DFH CEs oS EHS ELD HLY MCE MCD MRC ORI WET WEL
W 11062014 10 182 s ™ 93 20 45 1 9 10 1 24 1 2 43
W 11/15/2014 7 213 T8 77 5B 16 44 2 4 14 22 9 43
= 11/22/2014 10 igg9 BE 95 107 31 5B 2 B 11 28 1 4 &1
W 11/28/2014 1] 187 51 75 B9 27 33 3 4 B 2 25 1 45

Inquiry Classifications

5 08 8 8 8 §

111 108

=]

HR/CME Password Resets Time Entry Direct Deposit Emiplo yee Information

The Commonwealth of Massachusetts

(S
e
&
&
5

S
>

&
%

24



EOLWD Secretariat Agencies MaSS|-R

Delivering HR Services That Matter

Number of Tickets by Agency

4z

40

35

30

23

20

15

10

5
° ECL
B 11/DEf2014 37
B 11/15/2014 33
B 1123/2014 42
W 11/78/2014 27

Inquiry Classifications

3 z z z z

HR/CME Password Ressts Time Entry HR/CME Performance ssues Reg Time -4 State Overtime Pay Advice

=
i~
5

2
i

@ The Commonwealth of Massachusetts
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EOPSS Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

s BEHBES S S

ChA C

X
LA
e
=
[}

E DF= Do DPs EPFs MIL PAR
11 74 2z

u 11/08/2014
B 11/15/2014
B 11/22/2014
B 11/70/2014

v
’r
|
t
t

T

W | sl |
ohE

fi

w2
o
9)&

[ERECEE NN
e | s e
B e |

Inquiry Classifications

250
200
150
1pD
62
0 3z
(]
HR/CMS Password Resets Time Entry Direct Deposit Employes Information

s
o 3
2
z

;) The Commonwealth of Massachusetts
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APC Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

3.5

2.3

15

0.3

W 11/0Ef 2014
B 11/15/2014
B 1122/2014
W 11/79/2014

HNN'.UE

Inquiry Classifications

L= e - T — T~ R < I I

HR/CME Password Resets REg Time

) The Commonwealth of Massachusetts
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ART Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

12

0.B

0.6

0.4

0.2

W 11/0Ef2014 1

The ESC did not receive any requests the weeks ending 11/15/14, 11/22/14, or 11/29/14

Inquiry Classifications

12
1
0.E
0.6
0.4

0.2

HR/CME Password Ressts

o

S
(&R

@ ) The Commonwealth of Massachusetts
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BLC Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

4.5
4
3.5
3
25
2
1.5
1
0.5
[+]

o 11/0Ef2014
W11/22/2014
= 11/28/2014

The ESC did not receive any requests the week ending 11/15/14

Inquiry Classifications

Balance Inguiry HRCME Password Resets Time Off

=
(
®
%
i

@ The Commonwealth of Massachusetts
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HCF Tickets and Classification MaSS|-R

Delivering HR Services That Matter

Number of Tickets by Agency

3.5

25

15

0.5

B 11/0E/2014
B 11/15/2014
= 11/22/2014
W 11/78/2014

e || &

Inquiry Classifications

7

L= I, L = o =l [£]

HR/CME Password Resets

=
i~
5
2
i

@ The Commonwealth of Massachusetts
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OSC Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

=] (=] =] w = Ln o

11082014
B 117152014
B 11/22/2014
W 11/728/2014

Nhﬂhhg

Inquiry Classifications

B oMW OB WMo @ ow B

HR /OIS Password Ressts Balance Inguiry Time Entry Delegations HR/CME Technical Ezues

=
i~
5
2
i

@ The Commonwealth of Massachusetts
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SDA Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

12

0B

0.6

0.4

0.2

o 11/0E/2014 1
W 11/32/2014 1

The ESC did not receive any requests the weeks ending 11/15/14 or 11/29/14

Inquiry Classifications

25
2

15

05

Time Entry

o
5}

&
S D S

l@ The Commonwealth of Massachusetts
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TRE Tickets and Classification MaSSI-R

Delivering HR Services That Matter

. Number of Tickets by Agency

&

5

: )

3

2

1

° TRE
H 11/08/2014 4
B 11/15/2014 ]
B 11/23/2014 2
W 11/729/2014 3

Inquiry Classifications

4

- ;

HR/CME Password Resets Time Entry Direct Deposit

o

S
(&R

@ ) The Commonwealth of Massachusetts
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LOT Tickets and Classification MaSSI-R

Delivering HR Services That Matter

o Number of Tickets by Agency
&0
50
40
30
20
1D
[¢]
u 11/08/2014 (28
B 11/15/2014 47
H 112272014 55
W 11292014 a4

Inquiry Classifications

161

23

o HE B2 B8 EHEGRE

Time Entry HRCME Password Resets REg Time Time Off

=
i~
5
2
i
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MGC Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

12

0B

0.6

0.4

0.z

o 11/28/2014 1

The ESC did not receive any requests the weeks ending 11/08/14, 11/15/14, or 11/22/14

Inguiry Classifications

12

1

[+

[+X ]

0.4

0.2

HR/CMSE Pazsword Ressts

s
o 3
2
z
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